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American Community Survey
Data collection process

Online Mail Personal Visit

Self-Response Phase Nonresponse Follow-Up Phase
Six Weeks Four Weeks
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2022 ACS Self-Response Contact Strategy

Mail contact materials

Remainin
All Mailable Sample Addresses Nonrespondents &
Nonrespondents

First sy Second Third a4 Fourth . Fifth
Mailing y Mailing | 1493y Mailing avs Mailing 18 days Mailing

Initial Package Reminder Letter Questionnaire Package Reminder Postcard Final Reminder
Letter Pressure Seal Mailer Paper Questionnaire Pressure Seal Mailer
Instruction Card Letter
Multilingual Brochure Return Envelope
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Strategic Framework Project
Long-term plan to improve the mail materials holistically

Phase 1 Phase 2 Phase 3 Phase 4 Phase 5
Develop a
strategic Analyze the Develop (.Zo.nduct ' Conduct
current (2018) cognitive testing . .
framework for . 3 Round field testing
ACS messaging ACS messaging mail materlals (3 Rounds)

Strategic Assessment of Four sets of Cognitive Testing Field Testing
Framework Current Messaging mailing Recommendations and

Report Report materials Research Report
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Phase 1

Develop a strategic framework for ACS messaging

. Jsu rvey

What are the thodoloist

best practices in methodologists

survey suggest for ACS
messaging? messaging?
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Phase 1

What do we know about the ACS audience?

Decennial census audience studies
e Segmentation and Mindset Study (2007) | o
. . ] Mindset and motivation
e Census Barriers, Attitudes, and Motivators Surveys | (2008) = .., vicc related to the
* Census Barriers, Attitudes, and Motivators Surveys Il (2010) decennial census

——

—

ACS audience studies
* Collaborative research with Reingold, Inc. (2013-2014) Mil:jé_iset a/nd l;votivztion
e Collaborative research with Gallup (2014) uales reled 1o e

American Community
Survey
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Phase 1

What do we know about the ACS audience?

e Thereis alack of awareness of the ACS among the general public.
e The ACS audience is composed of people who:

* trust the government

e distrust the government

e are generally unaware of the role of government

* Messages about the confidentiality of the ACS data do not have high believability among
the distrustful segment of the population.

e Messages that convey community-level benefits of ACS participation are viewed
favorably.
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Phase 1

What do survey methodologists suggest for ACS messaging?

Social and Behavioral Sciences Team (SBST, 2015) suggested a focus on these themes:

* Social norms * Personalization
* Procedural justice * Preventing confusion

* Benefits of the survey

National Academy of Sciences Committee on National Statistics (CNSTAT, 2016) recommendations:
* Attach the ACS to the Census brand
 Communicate the benefits of the ACS to the recipient’s community
* Avoid repetitive, unfocused messaging
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Phase 1

What are the best practices in survey messaging?

Establish legitimacy and trust early.

« Communicate in plain language.

Reduce the number of messages per mailing.
« Communicate in a manner that conveys a continuous conversation over multiple mailings.

 Communicate different reasons to participate in the survey in each mailing.

Convey the benefits of survey participation.
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Phase 1

Recommend strategic framework for ACS messaging

First Second Third Fourth Fifth
Mailing Mailing Mailing Mailing Mailing
legitimacy/trust benefits reduce burden restate previous ?
messages

\ ) \ ) | J
f / I

All mailable addresses in sample nonrespondent addresses remaining nonrespondent addresses
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Phase 2
Analyze the current (2018) ACS messaging

Developed a codebook to classify all messages, text, and logos, in the 2018 materials.

* The codebook consisted of four main messaging categories: trust, benefits, burden reduction, and other.

n u

* These four categories have subcategories (e.g., under trust, “establish credibility,” “confidentiality”).

Coded all messages, text, and logos.

Computed a variety of statistics pertaining to the coded data.

Assessed the readability of the 2018 ACS mail contact materials.

Made recommendations for developing a new set of ACS mail materials from the ground up.
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Phase 2

Analyze the current (2018) ACS messaging
— Recommendations —

1. Reduce the number of messages per mailing.
2. Reduce repetitious messaging.

3. Use new appeals.

4. Use messages that are justified by research.

5. Improve the readability of the materials.
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— Example of volume of messagin

Phase 2
Analyze the current (2018) ACS messaging

rnohL sz
naity for Provats Lns 5200

ACS-amMCe 2T

Tha American Commurity Survay | - .

YOUR RESPONSE IS
REQUIRED BY LAW

Outgoing Envelope

American Community Sumey

guastions about the American Community Survey, call the toll-free number 1-800-354-727

Go to hittps:/irespond.census.goviacs io complsts the American Commurnity Survay anline.

(Visa el ofro lado
para sspariol )

IMPORTANT: You will need information from the address label on this card to log in. I you need help or have

/"\ UNITED STATES mﬂm OF COMMERCE
25 s sa0en i g‘ , | Ecguemics aud statiztics Aamied
le-zor "
OFFICE OF THE DIRECTR

‘A message from the Director, LS. Census Bureau ...

Ymrnmndﬂrmbeenlanmm%‘e r.mrgﬁns wery Imporiant natonal s
the American Communky Survey. The LS. Census Bureau mssurwy‘ugmour
Counfry an up-fo-gate af ow we Ive—our education, 2nt, housing, and mare.
ul%mp Impmue .mmmmwmmlm:nrmspmm

hitpssitespond.census.gowacs

The Census Buraal |s using Me Intemet io coliect this miormation In en affor o conse

NaturE [B50UTCES, SaVa TAXPEYENE’ Monay, and POCESS Your data more effclenty. |rynuare
unebla Iwumpoeinreaurwy oniing, there |5 na need to contact us. We will send you 2
pepar

)
af ememancy smnmmmngnmywmyuurneogrms prrpA g
oiher natural dsastars

Thecsnsus Buraau chosa your addrass, onally, a8 af a randomiy sak
Ymmlsqu\mnyuslnwmrﬁwy?lygm L ga“g LS. Deﬂalﬁlillsauls
nsquvennylawm r information con encus Bureay ks not pemnitied to
Icty release matcwmnann PermeFeneml rzcu
Eh"m"'mmummﬁm m""“" hy rske mug«mmeﬂm
o e SYSIEMS i JENM your gtz The ENGCSS0 DIGUTES Snswsr iEquenty ask
QUESTONS about T survey.

It you need help completing the survey, pleese call our iol-fres numDer (1-800-354-T271).
Thark you.

Enclosures

xmaun gov

Instruction Card
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129 messages across

Introduction Letter

these five mai

g in mailing 1—

Frequently Asked
Questions

The U5, Census Burewe s conducting
the American Communty Survsy

& Pew days yom will receive

Important
Laincing sl Cansa 34 o

SGbeE 1 Contnidad Esanunamse
En o diss, rsibir poe ceeres un

quessiennairs in the mail. Bscauss
you sere living In the Usited

yea are required by law s respend

b this survay. I you have quastions
aBdut the form, please call us tolk-free
at 18004547371

What Ix the Amarican Cemmunity
Survey?

Comurided Estmdounisenss, Coma uited

e s oy U, B By
e

Tnformacién
Importante de la
Oftcina del Censo de
los Estados Unidos

WA AN
st ol i e .
amunica, RN

an Impamant survey condacted by

the Cataus burewn. I8 desied te
emmrunties current Informat on

Bt paepls and B,

In order ta make wallinformed

A Bnrar setoe L Eomted

Escadsuniiimes & una anceset Thoae He quss Eabg

Impariante realizada pec 1 Oficisa e

il Eine i nd Eitsbas Unbdos, Esri i Vin phéag Thiag b

dm\mlw brindat nfssmaclia Mo 66 Tou Bf
st 1 a3 coounidades sobee

destulens,
accurate and rellahis mfsrmatian,

By reapanding ts thls survey, you ars
halging your commaniey t ot this
kind of Efesmarsen.

ey amavers e this survey bt Rept
canfldantia

Yo Tha us Canss Burin L5

ara Bamian sihophaims of
|5 muu-i«ew-mlsl-nu.m :

communidad neesics infanm:

Prﬂlur(uﬂﬂlbl Al r-!b—ndul

A RUEAL Usted 5T ¥

i Somueidid 4 shiees < ipe 4e
infermachin.

¢Sarin confidenciales mis rapusite &

©
2015, your datd and proteckd from

of 1ha systams that trnsmii Fouw dam

FAQ Brochure

| pieces

Multilingual Brochure
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Phase 2
Analyze the current (2018) ACS messaging

Is it necessary to place the form
number here?

Unnecessary. Could place the

v

ACS-iSLNZDATH
fe-z04T]

— Example of analysis: Letter in mailing 1—

Four sponsors shown. The most important sponsor is
presented third in the list.

Most Americans are not familiar with the Department of Commerce. They are
however familiar with the U.S. Census Bureau. Where’s the Census logo?

A message from the Direcior, LS. Census Bursay . <
¥our hotusashold hes bagn Andomi actad 1o wery Imi ant nationsl i
the AMEcan COMMUIRY Suney. [Fne us. gﬁ Tz sunvaytl ghn';lgl.lr
an up-n:-cmapmma af how we Ive—our education, employmant, housing, and maora.
ed Instructians, pleasa complete the survey onilne &5 500N as possbie gt

hittpssia d i «

Impersonal salutation

The 10-digit ID required to access the survey is listed on the

<

Tne Census Buraau 15 using Me Intemeat 1o coliect this Imiormation In &n affor 10 consane
NEhUrel raspUrCEs, SV 1EXPEYErS’ MOnay, and Process your a3ta maore effclenty. If you are
uratile tn camplete the survey anling, there Is o need to comtact us. We will send you &
peper gquestiornalre In & lew weeks.

This sunvay colECs Ctical INFOMMANoN Used %0 MEet Me NESds of COMMUNIES aCTes the
Unitad  [For SXamgie, resuts from mmwmmmmmrﬂmm
nospitels, and e stalions &re neaded. This Infermaton aleo helps communitias plan for De
kinds of emergancy situstions that might affect you &nd your nelghbors, such &= Noods end
othar natural dsestars.

mcanam Bureau choss your address, not you personally, as mndomiy sslecied
giﬂssuww E}angus Census

. Yau a2 required B LS. law i respond b Bursau is
mqurenwlawmhaepywr Information conngential. The Census Bureal ks not pemmitted ta

of e EYSIEME that transmit your date. The encoEad BOCHUMES AnEWer MEQUENTY asked
QUESTONS aholl M Survey. ¥
It you neesd halp completing the survey, pleess call our toll-fres numioer (1-800-354-T271).

Thark you.

director’s signature here

The Census Bureau logo placement is
not optimal
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Enciosures

v

o

cEzauLgov

Icty release your rlusfmmsslna that could idand . Per the Fadaral (==l
Euha%en'ent ACt of 2015, ?Mmﬁ proteciad Tnom cmacunu rigks 1r|r|\:|u§1.‘rblgaa@|21'|!¢a|1rrlrgmr

I

4_

instruction card, a separate mail piece

Text dense

Lacks organization

Fairly difficult to read (10-12th grade level, Flesch Reading Ease score)
Too many messages:

a) conserving resources

b) saving taxpayers’ money

c¢) benefits of survey participation

d) selected randomly for the survey
e) required by law to participate

f) confidentiality statements

g) cybersecurity act

h) brochures enclosed

i) contact information for more help

bl N

Need a direct link to the ACS (i.e., census.gov/acs)
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Phases 3 and 4

Develop new ACS mail materials
Conduct cognitive testing

Four new sets of ACS mail contact materials were developed from the ground up (4 treatments).

* |con

* Column and header
e Sidebar

* Minimalist

The overarching strategy was to establish credibility, earn trust, reduce text, use strategic
messaging, and use consistent design.

The materials were written using plain language principles.

The developed materials underwent three rounds of cognitive testing.
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Phases 3 and 4

— Column and header introduction Letter (front)—

The Department of Commerce and Census Bureau

logos establish survey credibility. The form number
has been relocated to the bottom of the page.

v

Salutation speaks directly to the ACS recipient.

Your community benefits from your participation.

v

Correspondence from a real person who can be
verified increases trust.

Form number relocated here. —»

cUnited States®
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v

U.5. Census Pl

Address header simplified to display the Census

United States

Census

Bureau

SN
B

American Community Survey Office
Washington, DC 20000

Dear Resident:

“four household has been selected to participate in the American Community Survey. Every \L
year, the U.S. Census Bureau contacts households across the country to participate in this

important, mandatory survey. Follow the two steps below to respond online with your computer,
smartphone, or tablet.

1) Go to respond.census.gov/acs

2) Log in with your 10-digit user ID found on the enclosed card.

Your response to the American Community Survey helps T
your community plan for projects such as new schools,
health clinics, and playgrounds as well as services for the
elderly and veterans.

ABOUT THE SURVEY

Yes. This survey is so important to your community and
the nation that your response is required by law (Title
13, U.S. Code, Sections 141, 193, and 221).

DO | HAVE TO RESPOND?

NEED A PAPER FORM? If you are unable to respond online, we will send you a

paper questionnaire in about three weeks.

I

If you need help filling out the survey or have any questions, please call us at 1-800-354-7271. +—
We are available to answer any questions or concerns you have.

Thank you for helping your community.
Sincerely,

Donna Daily
Chief, American Community Survey Office

ACS 130 5F.CH 04212021

T

«—

Bureau first followed by the American Community
Survey Office.

Initial paragraph is to the point. The survey name is bolded.
The survey is connected to the Census Bureau, a known entity.

Two-steps for logging into the survey. The URL has been
simplified. The callout box draws the eye.

FAQs are presented in column and header format to
facilitate navigation and readability.

We are available to help you.

ensus.gov/acs
<

Sponsor information to establish credibility and earn trust.
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Phases 3 and 4

— Column and header introduction letter (back)—

Is this a legitimate survey?

Why was | selected?

Am | required to fill out
the survey?

Will my response be
kept confidential?

How will the Census Bureau
use the information | provide?

Additional information about the American Community Survey

Yes. The U.5. Census Bureau has been conducting this
survey since 2005. Only government agencies can use an
internet address with the “.gov" extension. You can
werify that this is an official government survey by calling
1-800-354-7271 (Mon-Fri: 9 am. to 9 p.m., Sat: ¥ a.m. to
7 p.m., Sun: 11 a.m. to ¥ p.m.} or by visiting us at
census.gov/acs.

Your address was selected through scientific sampling
and represents thousands of other households like yours.
The Census Bureau randemly selects about 3.5 million
addresses throughout the country each year to respond
to this survey.

Yes. Your response to this survey is required by law (Title
13, U.5. Code, Sections 141, 193, and 221). Title 13, as
changed by Title 18, imposes a penalty for not
responding. To create an accurate picture of your
community, it is critical that you respond.

Yes. The Census Bureau is required by law to protect
this information. The Census Bureau is not permitted to
publicly release your responses in a way that could
identify you. We are conducting this survey under the
authority of Title 13, U.S. Code, Sections 141 and 193.
Federal law protects your privacy and keeps your
answers confidential (Title 13, U.5. Code, Section 9). Per
the Federal Cybersecurity Enhancement Act of 2015,
your data are protected from eybersecurity risks thraugh
screening of the systems that transmit your data.

By law, the Census Bureau can only use your responses
to produce statistics. Your information will be used in
combination with information from other households to
produce data for your community. Similar data will be
produced for communities across the United States and
Puerte Rico. We may combine your answers with
information that you gave to other agencies to enhance
the statistical uses of these data. This information will be
given the same protections as your survey infarmation.
Based on the information that you provide, you may be
asked to participate in other Census Bureau surveys that
are voluntary.

<4—— The back of the letter is where we placed required information
that would normally go on the front and obscure the most
salient messages.

Consistent column and header format to ease navigation and
enhance readability.
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Consistent header information.

Due date to create a sense of urgency.

A formal salutation to suggest importance.

The check box is a form of a commitment
device.

Consistent signature block.

Messaging to reach the Spanish-speaking
segment of the population.
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Phases 3 and 4
— Newly developed fifth mailing—

—

—_—

'

=
L

U.5. Census Bureau
American Community Survey Office
Washington, DC 20000

United States

Census

Bureau

SN
NV

Due Date:
September 30, 2020

An important message from the U.S. Census Bureau:

Time is running out. We have sent you several requests to complete the American Community
Survey, and we have not received your response. You are required by U.S. law to respond to
this survey. If you do not respond by the due date, a U.S. Census Bureau interviewer may visit
your home to help you complete the survey.

Wed. a e, h

Y. P

How will you complete the survey by 30, 20207 _J

Choose ONE way and respond:

0 ONLINE: Go to respond.census.gov/acs

Log in with this user ID: 12345 - 12345

Fill cut and return the survey form in the postage-paid
envelope you received in the mail a few weeks ago.

O BY MAIL:

O BY PHONE: Call 1-800-354-7271 to complete a phone interview.

Monday—Friday: @ a.m. to 9 p.m.
Saturday: 9 a.m. to 7 p.m., Sunday: 11 a.m. to ¢ p.m.

Thank you. Your response is greatly appreciated.
Sincerely,

Donna Daily
Chief, American Community Survey Office

Mensaje importante: Si tiene preguntas o necesita ayuda para completar la encuesta, llamenos al
1-877-833-5625 para hablar con un empleado de la Oficina del Censo que hable espanol.

!

census._gov/acs

—

A stern, time sensitive messaging to motivate a self-response before
the start of CAPI.

Three choices as to how to respond to the survey. The phone
option is a new explicit way to respond.

Consistent placement of sponsor information.
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Phase 5
Conduct field testing

* |n 2021, we conducted a field test of four new sets of ACS mail contact materials (4 treatments):

* |con
e Column and Header
 Sidebar

e Minimalist

* The objective was to determine if the new sets of ACS mail materials would increase self-response
over the production materials.

* The results of this controlled experiment will be presented next.
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Questions?

Samantha.L.Spiers@census.gov
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